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EIM/ESM Overview

The Executive Office of
Health and Human
Services is implementing
a web-based invoice and
service management
system (EIM/ESM).

EIM/ESM replaces and
standardizes manual,
paper-based processes
that vary across EOHHS
agencies. The service
improves internal controls
and streamlines invoice
submission, approval, and
payment. It also provides
a central repository of
information on all POS
expenditures and

service delivery.

In addition, EIM/ESM
provides intake and
service delivery
management features
for the Department of
Public Health and

its providers.

EIM/ESM will eventually
support approximately
10,000 users, processing
invoices totaling $2.1B.
each year.

Helpful Links:

Contact Us:

€ trp

Faster is Better: Improving EIM/ESM

This month, EIM/ESM was updated to improve the performance of key
searches carried out by our users: Service Delivery Report Search,
Client Search, Contract Search, Invoice Search, and Payment Request
for Commodity Search. Searches in each of these areas run more
quickly now than in prior months.

Resources at the EIM/ESM Project are gathering information regarding
how long it takes to complete these and other transactions. This data
will allow us to measure — and improve — our progress.

Recently we have observed significant reductions across several areas:
= Getting into a Service Delivery Report
= Accessing reporting links for our most frequently used reports

= Receiving payments more quickly; the August, 2007 average of 21
days from invoice submission to payment has been cut to a current
average of 7 to 9 days

We expect to make further gains as a result of this month’s updates.
Please stay tuned for details!

Extended Hours for EIM/ESM

Hours for EIM/ESM have been extended to better meet the
needs of providers and the persons they serve. EIM/ESM is
now available every day of the week from 7:00 AM until 7:00
PM, including Saturday and Sunday.

At this time, the hours for Virtual Gateway Customer Service
remain Monday through Friday, 8:30 AM until 5:00 PM. Users who
encounter issues outside of these hours are encouraged to call Customer
Service and leave a message. Calls will be returned by Customer Service
staff during their business hours.

To speed issue resolution, callers are advised to take notes on any
problems experienced when Customer Service is not available. Callers
might want to take “screen shots” to assist them in later sharing details:

Steps for Creating a Screen Shot

1 Click the “Print Screen” button on the keyboard when the screen
displays what you want to capture; the image is copied to the clipboard.

2 Open a word processing application such as Word or Notepad.

3 Select “Paste” from the Edit menu to paste the screen shot into the
document.

4 Save the document to use when speaking with Customer Service.

The EIM/ESM Update is sponsored by the Executive Office of Health and Human Services.
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New Ways to Work Together

We have identified a new, effective way to communicate with providers regarding changes to EIM/
ESM: online, “live” meetings. Almost 70 provider staff from 46 organizations joined such sessions in
November to discuss updates to the Service Delivery Report. Participants dialed in to a conference
call via phone while at the same time using a computer to access meeting content online. Session
feedback was overwhelmingly positive and we expect to use the format again. Until then, thanks to
all who helped us to initiate the online meeting frontier for our users!

Tip of the Month

This month, there are two tips we'd like to share. They concern the Personnel Summary Report
(PSR) and use of Internet browser buttons:

PSR Tip—Negative Values Permitted

Recently, we've heard some questions as to whether Personnel Summary Reports can
accept negative values. The answer is “Yes!” However, some special considerations
apply. Negative values should be entered only for hours, not rates. And the change will
not be immediately apparent. When a line item is updated with a negative amount the
revised, unexpended balance will appear once invoice processing is complete.

Internet Browser Buttons Tip—Use with EIM/ESM Discouraged

Users often ask whether Internet browser buttons (which appear above your Internet
Address line) should be used when working with EIM/ESM. The answer is "No.” Links
and buttons that appear within EIM/ESM should always be used to complete tasks.
Buttons on the Internet browser bar — such as the “"Back” or “Stop” button — can
disrupt processing and should not be used.

EIM/ESM Wins Award

The Virtual Gateway recently accepted an award recognizing EIM/ESM for Excellence in
Administrative and Financial Transformation. Given by the National Electronic Commerce
Coordinating Council, it acknowledges EIM/ESM for working across organizational boundaries to
improve service delivery. The award is a credit to all users of the EIM/ESM service. The long
hours you’ve worked and the patience you've shown have positioned EIM/ESM to effect real
change. We appreciate all you do to make EIM/ESM successful.

What’s Next

We are preparing EIM/ESM and our team to support new HIPAA features. Next spring, Department
of Public Health providers will be able to upload HIPAA-related claims data and receive payment
responses back. Team members will reach out to the first wave of providers in January of 2008 to
help prepare them for this initiative.

C)} Virtual Gateway Customer Service
\:’/ 1-800-421-0938
?\ Monday — Friday 1-617-988-3301 (TTY)
== 8:30 AM — 5:00 PM

The EIM/ESM Update is sponsored by the Executive Office of Health and Human Services.
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